CoryiammeHue 06 ypoBHe cepBuca (SLA)

Bepcus 3.0 ot 01.02.2018 roga

1. TepMHHBI M onipe/ie/IeHUs

1.1. Bce TepMuHBI, Ucnioyib3yeMble B SLA, UMEIOT TO »Ke 3HaYeHue, KOTopoe coryiacoBaHo CTopoHaMu B Jlorosope.
1.2. TepMUHBI, OTIOJHUATENBHO BBOAUMBIE B SLA, 03Ha4YaloT:

“Cucrema MoHMTOpUHra” - cucrema Newrelic (newrelic.com), nosBossitomasgs CTOpOHAM OCYLIECTBJISATH
KOHTPOJIb 3a TNpPOU3BOJUTEJbHOCTbIO CepBHCa, a TakkKe JApyrue CUCTeMbl MOHHUTOPHHTA, HCNOJIb3yeMble
HcnonHutenem.

“KpuTu4yHble JaHHbIe” - K/IMeHTCKUe JaHHbIE, CBI3aHHbIE C YHUKAJIbHBIM UJIEeHTUQUKATOPOM, IPUCBOEHHbBIM
CepBHCOM, U [IOCTYIHBIE JJI MPOCMOTPa U paboTsl B uHTepdeiice CepBuca.

2. NHIMAEHTDI

2.1. SLA yctaHaBaMBaeT ypoBeHb KadecTBa [lognucku Ha CepBHC U He paclpoOCTPaHAeTCA Ha UHbIE YCIYTH,
oka3biBaeMble McnosHuTeIEM.
2.2. TlepeyeHb cuTyanuy, NpU3HaBaeMbIX HHIUJAEHTaAMH,
Y pa3Mep KOMIleHCallui HHIU/EHTOB olpe/ie/ieHbl B
TabJINIEe HUXKE:

Tun MHUMAEHTA Ilepuoa koMneHcauu Pasmep komneHcauuu, %
ot croumocTtH [lognucku
Ha CepBuc 3a PacuéTHbIil

nepuoj,
[TosHOCTBIO HEBO3MOXKHA paboTa B CepBHuce,
JII060# mporpaMMHbIN nin Be6-3anpoc k CepBucy Kaxxabii yac 2
BO3BpAIAET OIUOKY
HeB0o3MO0XKHO 3alyCKaTb HOBbI€ KaMIIaHWUH C Ka)KL[bIe CYTKU HAYUHaA CO
MOMOILbIO O/ KJII0YEeHHBIX MoJyiel CepBuca BTOPBIX, BIJIOTH 10 HCIIPABJIE€HUA
WJIN 3anyl[eHHble KaMIIaHUH pa60Ta}0T WJIN NTpeJoCTaBJIEeHUA 2
HEKOPPEKTHO aJIbTEPHATUBHOTO crioco6a

pelleHUs1 33141

CkopocTb oTnpaBky email meHee 200 000
(ABecTH ThICSAY) MUCEM B Yac (MPUMEHUMO JAJI Kaxap1ii yac 2
paccbL1ok email pasmepom He Gosiee 100 K6)

Bosiee 5% TpaH3aKIMOHHBIX COOOIEHUH B Yac He

Kaxkbiit yac 2
OTIIPaBJIEHbI B TEYEHUH NTU MUHYT
Apdex cunxponnbix API CepBuca meHbuie 0,8
KpOMe CepBHUCOB UMIIOPTA, IKCIOPTA U TUX .
(xp p pTa, - p APy Kaxx b1t yac 2
HeKpUTH4YHBbIX API c HacTpOHKOM Hey4acTus B
apdex)
[ToTepst KpUTHUYHBIX JAHHBIX Kaxkzble 24 yaca n0Tepu JaHHbIX 2

Cpoxk oTBeTa Ha 3amnpoc no CpeacTBaM
KOMMYHHUKAIMH COCTABHJI GOJiee 0JHOTO
pa6odero aHs (3anpoc, npucaaHHbid B N yacoB Kax b1 caydait 1
OJIHOTO paboyero JiHs1, 0CcTaBJieH 6e3 oTBeTa K N
YyacaM cjefiyruiero pa6oyero JHs)

2.3. KoMneHcanus npefocTaBisgeTcs UCKJIKYUTENbHO B BUZle COOTBETCTBYIOILEI0 YMEHbLIEHHU CTOUMOCTHU
[Moanucku Ha CepBucC 3a PacuéTHbiii nmepuoj. OTBETCTBEHHOCTb McHoJyiHUTEs1 MO MHIUAeHTaM PacuyéTHoro
nepuo/ia OrpaHUYMBaAETCS CTOUMOCThIO [lognucku Ha CepBucC 3a JaHHbIN PacuéTHBIN epuo/,.

2.4. JlaToil moaBefeHUs1 UTOrOB Npu3HaeTcss 11-e yucio Mecsaua, caeaywoliero 3a PacyéTHbIM nepuoaoMm.
KoMneHcanuu  mofJjieXkaT  TOJbKO  MHIMWAEHTbI, BbisIBJeHHble [0 JOaTbl MOJABEeJAEeHMHS  MUTOrOB.



3. dukcanua MHIUAEHTa

3.1. B ciy4yae o6Hapy>keHUs WHLMJEHTAa WM NOJ03peHUs Ha Hero 3akKas3uMK HanpasjseT VCIOJHUTENIO
COOTBETCTBYIOIMN 3ampoc. B TeyeHHne 2 pabo4yux JHeHd C MOMeHTa IOJy4eHUsl COOTBETCTBYIOLIETO 3ampoca
HcnonnuTenp Hanpas/seT 3aKa3uUKy CCbLIKM Ha OT4€ThI CUCTeMbl MOHUTOPUHTA, leTaAU3UPYyIolie HaJudne
WJIM OTCYTCTBUS UHLUAeHTa. KpoMe TOro, MHIIMJEHT MOXeT ObITh BbISIBJIEH I10C/E €r0o OKOHYaHHUSA MO0 JaHHbIM
CucteMbl MOHUTOPUHTA.

3.2. BpeMeHeM MHIUJEHTA MPU3HAETCS MEPUOJ, HAYaJI0 M OKOHUYAHHUE KOTOPOTO ObLIO 3aPpUKCHPOBAHO
Crtoponamu mno CpeacTBaM KoMMyHHKauuu. Ilo 3ampocy 3akasuvka HcnosHMTenb 0053aH NOJTOTOBUTH
JleTaJbHbI TeXHUYeCKHH OT4YET O Mpou3olLlejlleM HHLHJAeHTe He No3JHee 5 paboyux JHeH C MOMEHTA
OKOHYaHMSA UHLUJEeHTa.

4, OrpaHu4eHM OTBETCTBEHHOCTH

4.1. He curTaroTca HHUUEHTOM CAeAy0IIue Cay4dau:

4.1.1. mo6oe 3alJlaHUPOBAaHHOE BpeMs HezocTynHocTh CepBuca, coryiacoBaHHoe HWcmosiHUTENIEM W
3aKa34YMKoOM;

4.1.2. nepuoApl HEJAOCTYIHOCTU KaxAbli noHegeabHUK ¢ 3:00 mo 4:00 mo MOCKOBCKOMY BpEMEHHU C LeJIbl0
006C1y>KMBaHUS TEXHUUECKOU HHOPACTPYKTYphbl UcniosHuTENS;

4.1.3. HelOCTYTHOCTb, BbI3BaHHasl 3aKa3YUKOM WJIK TPETbUMHU CTOPOHAMH, pA6OTAIOIIMMHU 0 €r0 OPYYEHUIO,
KOTOpble Npou3Beau HHTerpanui c CepBucoM 6e3 coOJwojieHUss TpeGOBaHUH, MpPeAyCMOTPEHHBIX
JokyMeHTanuel CepBuca;

4.1.4. HapyleHUs rapaHTHUH CKOPOCTH OTHPaBKU email, ecnu gy dopMupoBaHus maba0Ha OTIPAB/ISEMbIX
email TpeGyeTcst coBepIaTh 3apOCkl K CUCTEMaM TPETbUX CTOPOH;

4.1.5. noTeps JaHHBIX 0 NocelleHUsax KineHTaMu caliToB (ceccusx) 3a mMepuoJ MeHee YeM OJIUH 4Yac, B TOM
4yuCse, HO He OrpaHHUYMBAsCh: UCTOYHUKAX IMEpPex0/I0B, YCTPOUCTBAX, BpEMEHU BU3UTA, GPOIIEHHBIX
KOp3HHaX.

4.2. ViciosHUTEJb He HECET OTBETCTBEHHOCTH 32 HEJOCTYIHOCTb, BBI3BAaHHYI0 NPUYUHAMHU, HAXOAAIMMHUCS
3a npejesaMu padyMHoOro koHTpoJss UcnosHuTens (dopc-mMaxkop), BKJOYasi, HO, He OrPAaHUYMBASACE:
M3MeHeHHUs] HOPMAaTUBHBIX aKTOB, MOBJIEKIINE HEBO3MOKHOCThb OKa3aHUs YCJIyT, BOWHBI, BOOPY>KEHHbIE
KOHQJIMKTBI, Teppopu3M, INOXapbl, HAaBOJHEHMWS, SNUJEMHM, HapylleHUs paboTbl TPAHCIOPTA,
HampaBJieHHble ceTeBble DDOS-aTaky, HeCaHKIMOHUPOBAHHBIA JOCTYI, AeHCTBUS TOCYAapCTBEHHBIX
OpPraHOB B OTHOILIEHUHU UCI0Jb3yeMbIX cepBepoB (1. 4.2.1.), aBapus B IO/ (1. 4.2.2).

4.2.1. TocynapcTBeHHbIE OopraHbl. MUcro/iHUTEb He HECeT OTBETCTBEHHOCTH 32 MHLUAEHTHI ¢ CepBUCOM,
€CJIV OHH Gy Ay T BbI3BaHbI IeHCTBUSIMH I'OCYJapCTBEHHBIX OPraHOB, BKJIIOYasl OpraHbl HPaBOIOPAKa,
CBSI3aHHBIMH C HaJIOXKEHHEM apecTa Ha cepBepa McnosiHuTe s (a TakKe NOAPAAYHUKOB UcnosHUTe s
an6o su3uHrogartesnel UcrnosmHuTe 1), Ha KOTOPBIX pa3MenieH CepBUC, /UM UX U3BITUEM U/UIH
MHBIM NIPENsITCTBOBAaHUEM K JJOCTYITY. /laHHBIE 06CTOSATENBCTBA OY/AYyT CYUTATHCSA 06CTOSATEBCTBAMU
HEeNpeos0JIMMOH CUJIbI, TOJIBKO €CJIU JeHCTBUSA roCyJapCTBEHHBIX OPraHOB He OYAyT HalpaBJ/eHbl Ha
npeceyeHue/pacciejoBaHHe IPOTUBONPABHBIX AelcTBUM UcnosiHUTE NS,

4.2.2. lenTp 06paboTku ganHbix (LLOJ). 1O/ npenocrapisieT UcmogHUTENO cleAyolIue YCAyTU: KaHal
nepenavyu JaHHBIX B MHTepHeT, ajiekTponuTaHue, puandeckas 6€30MacHOCTb cepBepoB. CUTyaluu
HepoctynHocTy 1[O/] cunTaroTcs popc-MaKopoM M He KoMmIeHcupywTcst UcosHuTeneM. B ciyvae
HepoctynHocTH L[O/l 6e3 moTepu 060pyfoBaHUs (MM LOCTYIA K HEMY) BOCCTAHOBJIEHHE IPOUCXOAUT
cuyiaMU McnosiHATe 11 B paMKax npoueaypbl BocctaHoBsieHus IO/l B ciyyae HegoctynHocTu O/ ¢
MOJTHOW WJIM YaCTUYHOUW MoTeped o6opyZoBaHUs, McnosHUTENb 06513yeTcs B TedeHHe 3 pabodux
JHEel Cc MOMEHTAa BO3HUKHOBEHHUS] CUTYallud HEJOCTYMHOCTH MPEeAOCTAaBUTh 3aKa3uMUKy ILJIaH IO
BOCCTAHOBJIEHUIO paboTocnoco6HocTu CepBUca, B KOTOPOM OYAyT ONHCaHbl pabOThl IO
BOCCTAaHOBJIEHHWI0, CPOKH HX BbINOJHEHUS U OTBETCTBEHHOCTb CTOPOH. B ciiyyae HenpeaocTaBieHUs
TAKOro0 MJaHa B YKa3aHHbIN CPOK OTBETCTBEHHOCTD 3a HEJJOCTYNIHOCTb HeceT McnosiHUTEIb.



4.2.3. ®akTpl nepe6oeB B NpeJOCTaBIeHUHU yCayr nofpsagdukos v 110/ Jo/KHBI O6bITh JOKYMEHTAIbHO
Ho/JTBepKJeHbl VcnosiHuTeIeM no 3anpocy 3aka3dyuKa B CPok He no3aHee 10 KaJleHAAPHbIX AHEH ¢
MOMEHTa OKOHYaHHUS epeboeB.



